How UX Research Really Works in
B2B & Enterprise

Practical techniques for navigating strict, high-constraint environments where

traditional research methods often fall short




FOUNDATION

Reframe What "Research" Means in Enterprise

Research is NOT about: Research IS about:

e Validating every design with users e Understanding systemic friction

¢ Running pristine methodologies e Reducing operational and cognitive risk
¢ Producing perfect insights * Preventing expensive mistakes

e Making complex tools usable by default

[ Your success metric is not "number of interviews." It's fewer escalations, fewer support tickets, and fewer reversals after launch.



[ 4% INTERNAL INTELLIGENCE ]

Treat the Organization as a Research Surface

When users are inaccessible, the organization itself becomes your research environment. These internal teams don't give opinions—they carry

pattern memory.

Sales Teams

Front-line insights from prospects
evaluating the product

Solution Architects

Complex use cases and technical constraints

Support & Customer Success Implementation Teams
Daily friction points and escalation Real-world configuration challenges and
patterns workarounds

Training Teams

Concepts that require repeated explanation



Extract Value Without Bias: Ask Better Questions

Avoid Asking:

"What do users want?"

Ask Instead:

e "What do you repeatedly explain?"
¢ "Where do customers get stuck before escalating?"
¢ "What do you fix manually that the product should handle?"

e "Which features require training every time?"

This approach yields behavioral insight at scale, even without direct user access. You're capturing patterns, not opinions—evidence of systemic
issues rather than individual preferences.
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Turn Sales Interactions Into
Discovery Research

You may not get user interviews—but you can observe how users evaluate the
product. Enterprise UX often fails before usage, during the evaluation phase.
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Shadow These Moments Listen for Key Phrases

Sales demos, proof-of-concept calls, pilot "So this means|can...?" - "Where would |
walkthroughs do X?" - "Can it handle our setup?"
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Capture What They Reveal

Mental models, expectations, vocabulary mismatches, trust thresholds



STRATEGY

Replace Ethnography with Workflow Reconstruction

You may not be able to observe real work—but you can reconstruct it

through strategic intelligence gathering.

Reconstruction Techniques
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Start Explore Pay Receive Success

Interview SMEs and implementers about real setups
Review onboarding and configuration documentation
Study training materials and SOPs

Walk through actual customer configurations

Setup Configuration

Daily Use Exception Handling

This process uncovers hidden complexity that users never articulate directly, revealing cognitive load spikes and potential failure points.



Likelinood

Impact

Validate Design Through Risk,
Not Preference

In enterprise UX, asking "Do you like this?" is often useless. Enterprise users forgive

slowness—they don't forgive mistakes or ambiguity.

Ask Risk-Based Questions

Where could users hesitate?
What could be misconfigured?
What could cause loss of trust?

What might require training or explanation?

Effective Validation Techniques

Pre-mortems: "This failed—why?"
Cognitive walkthroughs: Step-by-step comprehension testing
Error-state audits: Review all failure scenarios

Permission testing: Role-based access validation



@ TACTICS

Strategic Approaches for Constrained Environments

Use "Near Users" Strategically

Former users, consultants, partners, and
domain-trained internal experts can
provide valuable insights. Give them
realistic tasks without explaining the Ul—
focus on comprehension, not opinion.

Rely on Pattern Confidence

Enterprise UX rarely offers statistical
confidence. When the same issue appears
across support tickets, sales objections,
training materials, and internal escalations

—you have enough evidence.

Document for Enterprise
Audiences

Tie problem statements to cost and risk.
Use evidence from multiple internal
sources with clear impact narratives. Avoid
over-reliance on quotes or "users feel"
language.



The Real Skill: Research
Leadership Under Constraints

Senior enterprise researchers succeed because they know which battles to fight,
choose methods that fit reality, build trust through accuracy, and reduce ambiguity
for teams.

Your job is not to prove UX is right. Your job is to prevent it from being wrong.
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Core Competencies Perfect Access Needed
Strategic thinking, operational You always get enough signal—if you
intelligence, risk management know where to look

(JJ Final Thought: In B2B and enterprise UX research, you rarely get perfect
access. But you always get enough signal—if you know where to look. Master
these constraint-based methods, and you'll deliver insights that drive real
business impact.




Thank You.



